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ABSTRACT 

Patron service is a high priority in the library 
setting and alleviating a large percentage of the directional 
questions will provide librarians with more time to help patrons more 
thoroughly than they are able to currently. Furthermore, in view of 
the current economic trend of downsizing, a navigational computer 
system program has the potential of reducing the number of support 
staff required to aid reference librarians by reducing the number of 
patrons visiting the reference desk. A study was conducted to: (1) 

determine whether or not a navigational computer program would reduce 
the number of support staff answering directional questions posed at 
the reference desk and (2) determine whether or not patrons would use 
a navigational computer program. A questionnaire consisting of 14 
multiple choice questions was sent to museum directors throughout the 
United States; 39 were returned within the allotted time period. 
Section 1 of the questionnaire requested information about the museum 
and the director, specifically aimed to collect data regarding fees, 
educational level of the director, and his or her involvement in 
professional organizat ion (s) . Section 2 asked for information on the 
navigational computers used in the museum and sought to collect data 
on the use of these programs by visitors. Section 3 asked for 
information on the other types of computer technology utilized by the 
museum and the use of computer technology by the museum's visitors. 
Responses are discussed in detail. The main concern of the researcher 
was better service to the library patrons. The reduction of 53.9% of 
the directional questions asked at the reference desk (due to the 
navigational computer programs) would more than likely raise the 
level of service given to patrons by the reference librarian. The 
survey cover letter and questionnaire are appended. (Contains 30 
references . ) (Author/AEF) 
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INTRODUCTION 



STATEMENT OF THE PROBLEM 



The use of a navigational computer program in conjunction with a touch 
screen computer in libraries has the potential to greatly reduce the number of 
directional questions asked at the reference desk. The researcher addressed 
the question of the reduction of staff needed to answer directional questions 
at the reference desk by installing a navigational computer program that can 
guide patrons to the area of the library needed. Due to the lack of 
navigational computer programs in libraries currently, the researcher 
evaluated the use of navigational computer programs as a directional tool in 
museums and projected those findings to the library setting. 



NEED FOR THE STUDY 



In order for libraries to fully meet the needs of their community, 
librarians must have time to answer their reference questions. Patron service 
is a high priority in the library setting and alleviating a large percentage 
of the directional questions will provide librarians with more time to help 
patrons more thoroughly than they are able to currently. Furthermore, in view 
of our country's current economic trend of downsizing, a navigational computer 
system program has the potential of reducing the number of support staff 
required presently to aid reference librarians by reducing the number of 
patrons visiting the reference desk. A study was conducted to: (1) Determine 
whether or not a navigational canputer program would reduce the number of 
support staff answering directional questions posed at the reference desk and 
(2) Determine whether or not patrons would use a navigational canputer 
program. 



RESEARCH QUESTIONS 

Resulting from this project, the following research questions will be 
answered. 

1 . What is the degree of possibility that navigational canputer programs 
reduce the number of support staff answering directional questions posed at 
the reference desk? 

2. Are navigational canputer programs and the equipment necessary to run 
than affordable for libraries? 

3. Will patrons use navigational canputer programs? 

4. Are navigational canputer programs simple enough to use that support 
staff is not needed to train patrons? 

5. Does the degree status or membership to a professional organization 
affect the level of technology used? 



2 




5 



6. Does the existence of other types of computer technology increase the 
probability of the use of navigational computer programs? 

DEFINITION OF TERMS 

For the purpose of this study the phrase navigational computer programs 
is defined as any computer program used solely as a directory and utilizes 
maps of the building's layout in order to direct patrons to their point of 
interest. The term hypermedia refers to "systems which support manipulation 
of and access to structured information." 1 Directional questions refers to 
questions posed at the reference desk that request information on the location 
of materials or services in the library. Interactive video in the context of 
this study refers to computer programs that require the user to make 
selections in order to progress through the program. 

LIMITATIONS OF THE STUDY 

One limitation of the study is the fact that the study was conducted 
using museums in place of libraries due to the lack of libraries currently 
using navigational computer programs. Another limitation of the study is that 
only museums that do not charge an entry fee or charge an entry fee of ten 
dollars or less with an attendance of 500,000 or more per year were included 
in the study; therefore, the possibility for a museum that utilizes 
navigational computer programs could be left out of the population. 



Peggy M. Irish and Randall H. Trigg, "Supporting Collaboration in 
Hypermedia: Issues and Experiences, " Journal of the American Society for 

Information Science , 40:3 (May 1989) : 192-1 99. 



